Today 
Introduction
With the Internet in our homes we can take intermediates out of the loop and do the job ourselves, interfacing directly to the airline booking system, the bank system, the online shop. Many companies have implemented these B2C (Business to Consumer) systems by building a Web interface on top of their legacy systems. Thus customers are now using the same systems as the intermediates used earlier [1] .
This works fine in many cases. Take booking as an example. With some enhancement of the interface, letting users select from lists, choose a date from a calendar, offer a credit card number, and click on buttons the booking process can be performed by anyone with a minimum of computer and Internet experience. This works fine for simple closed request, i.e., request that can be mapped directly into formalized terms such as dates, airports, flights, etc. However, they break down for the more complex closed requests, i.e., where the customer is flexible with regard to destinations, dates, etc. and for open requests that cannot be mapped directly to these terms. These are the cases where the intermediate earlier used her knowledge and experience in order to do the job for the customer.
The customer can work around some of these limitations by trying all alternatives, and then choosing what he finds is the "best" alternative. Through extensive searching he may try to accumulate some of the knowhow and experience of the agent, at least with regard to his special needs and wishes. However, without the experience of the travel agent this may be a tedious job without any guarantee of a satisfactory result. He will not only have to check out various combinations of locations and dates, but will also have the job of organizing the data returned. We could try to replace the travel agent by a "virtual intermediate", an "intelligent" systems that could embody the knowledge of the travel agent. Here, however, we shall see that by viewing the booking system also as an information system, many of the problems that ordinary travelers meet on the Web may be resolved. The task of the information system will be to provide the user with a general picture that can aid him in taking decisions. This overview may be offered based on data from the user. By allowing him to select a range of alternatives, e.g., a range of cities as destination, a range of dates for departure and to limit the scope by setting constraints, e.g., "latest return Sunday night", "any weekend except…", the system can by extensive searching find the best alternatives. Or, if there are no capacity for performing these searches, to let the system collect statistics based on previous searches.
The need for flexible user interfaces.
Ives and Learmonth [2] introduced the Customer Service Life Cycle (CSLC) as a guide for differentiating a service a customer use throughout a buying cycle. Service is evident throughout an online transaction. For a comprehensive, up-to-date resource on CLSC different case studies, see isds.bus.lsu.edu/cboc/projects/cslc/html.
The CLSC consists of four stages: Requirements, Acquisition, Ownership and Retirement. We have here applied the first two stages (the last two, alternative forms of payment, shipping, tracking, are well-known today) of their method to summarize the requirements for an innovative booking system (Table 1 and Table 2 , respectively). The Requirements stage establishes a need for the booking service and determines the service attributes. The Acquisition stage consists of the selecting, assisting, suggesting, ordering and acceptance of a travel package by the consumer. 
Conclusions.
In this article we have shown that current Web user interfaces for booking do not fulfill the needs of the user in the cases where the user is flexible with regard to locations, dates, accommodation and other factors, neither do they accept more open data. By removing the human travel agent from the loop an important source of information was lost. Current interfaces requires the user to retrieve overview data by extensive searching, i.e., try many destinations, many dates, etc. We have discussed the features needed to enhanced interfaces so that they can aid the customers also in the more open and flexible situations. By letting the user provide requirements and wishes up-front, it is quite easy to provide overview data. These data may then help the user to decide where to go, when to go or if to go. As we have shown, such an "information system" may be implemented in today's booking system without requiring much additional resources. Flexibility and some methods to handle the more open data are especially important in booking systems, as users may not know exactly what they want. However, the same functionality and the same methods that have been described here will be useful in any other situation where the customer is flexible. That could be anything from online shopping to queries to real estate systems.
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